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Abstract. Public organizations should rediscover the role of knowledge as a source 
for designing and implementing internal processes and adopt a knowledge 
management approach by using and managing technology as means and enabler for 
building a citizen-centered public management, sustaining democratic and civic 
values by promoting openness and fostering participation in order to encourage 
collaboration with citizens for co-producing public services and co-creating public 
value. Information and communication technologies are driving public organizations 
as responsive institutions in front of the citizens to proceed towards sustainability as a 
principle of governance for promoting the public interest and sustaining active 
citizenship, enhancing both collaboration and interaction between citizens and public 
administration. Introducing and actively implementing technology in government 
helps rethink public organizations as knowledge oriented and information based 
organizations seeking sustainability by involving citizens, businesses and other 
stakeholders for public value creation, enabling access to information, sustaining 
openness, transparency and accountability in order to engage citizens and encourage 
them to be included and actively participate in democratic public life, involving 
citizens to assume the responsibility for co-production of public services and fostering 
citizen participation in public policy choices. Technology opens up new opportunities 
for public organizations seeking sustainability by rediscovering knowledge as source 
and strategic asset following a knowledge management approach for designing and 
implementing democratic and administrative processes, redesigning the relationship 
with citizens, building public trust, encouraging citizen participation and sustaining 
co-production of public services. 
 
Keywords: public organizations, information and communication technology, 
knowledge management, sustainability, public value, openness, participation and co-
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Introduction 
 
Introducing technology in government helps rethink public organizations as 
knowledge oriented and information based organizations creating public value 
involving citizens, businesses, and other stakeholders, and enabling access to 
information. Public organization embracing technology tend to sustain openness, 
enhance transparency and accountability in order to engage citizens and encourage 
them to be included and actively participate in democratic public life, enabling 
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citizens to assume the responsibility for co-production of public services, fostering 
participation in public policy choices. Technology opening up new opportunities for 
rediscovering dialogue, cooperation and collaboration towards a citizen-centered 
public management are driving public organizations to rediscover knowledge as 
strategic source and to introduce and develop a knowledge management 
orientation in managing processes for creating public and social value. 
 
The study aims to elucidate how technology enabling and sustaining openness, 
participation and co-production of public services is driving public organizations to 
rediscover the importance of knowledge as a source for creating public value and 
develop a knowledge management approach and culture in order to design and 
implement democratic and participatory processes supported by the use and the 
adoption of technology for sustaining a continuous orientation to storing, creating 
and sharing new knowledge. Public organizations embracing technology tend to 
promote openness between transparency and accountability, encouraging citizen 
engagement and active participation, and sustaining co-production of public 
services in order to proceed towards a sustainable path creating public value 
within communities for society. 
 
Investigating knowledge management in the public sector is becoming an emerging 
and relevant research theme even if the body of literature is fragmented and not 
unitary (Mussari, Dumay & Garlatti, 2015). Introducing and successfully developing 
knowledge management systems and promoting a knowledge oriented 
organizational culture has the potential to drive change and innovation in the 
public sector and transform public sector organizations using and managing 
knowledge for improving democratic, administrative and managerial processes, 
building better policies and enhancing the quality of public services delivery and 
production (Cong & Pandya, 2003; Edge, 2005; Riege & Lindsay, 2006; Wiig, 2002). 
 
Information and communication technologies (ICTs) and the Internet are driving 
public organizations as responsive institutions sustaining public trust and 
promoting public interest to build active citizenship and encourage citizens to 
actively participate in public affairs, enhancing the collaboration between citizens 
and government for creating and maintaining public value by building a meaningful 
dialogue and partnership through citizens becoming active and aware co-producers 
of public services and public value (Denhardt & Denhardt, 2001, 2003; Moore, 
1995; Osborne, 2006; Vigoda, 2002). 
 
Knowledge is seen as the most important strategic asset within organizations 
achieving sustainability (Davenport & Prusak, 1998). With regard to the public 
sector the concept of knowledge management is related to «capturing, sharing, 
applying, and creating knowledge in an organization to best leverage knowledge 
internally and externally» (Liebowitz, 2003, p.254). Introducing knowledge 
management practices and systems helps drive and accelerate change and 
innovation within the public sector (Edge, 2005). Technology can support 
knowledge management as an approach to the capture, management, and 
dissemination of knowledge. Public organizations embracing and managing 
technology by shaping a knowledge and network society (Castells, 2005) should 
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develop a knowledge management approach for developing policy-making and 
better ensuring high quality and efficiency of public services delivery investing in 
people, processes, technology, leadership and culture (Cong & Pandya, 2003; Girard 
& McIntyre, 2010; Leibowitz, 2003; Wiig, 2002), searching dialogue and interaction 
with citizens because knowledge belongs to communities and flows through 
communities (McDermott, 1999). 
 
Technology help drives and supports public sector management reform for change 
and innovation. Thereby, in the public sector knowledge management seems to be 
still in its infancy even if technology-based tools for knowledge management are 
rapidly developing while information management systems are well developed 
(Cong & Pandya, 2003; Wiig, 2002). Public organizations embracing technology for 
sustaining public sector reform and innovation have to develop knowledge 
strategies becoming intelligent organizations able to adapt to change and to 
manage uncertainty for engendering virtuous and learning processes (Bratianu & 
Bolisani, 2015; Bratianu, Vasilache & Jianu, 2006). 
 
Investigating the concept of sustainability and understanding how information 
technology can help sustainability in government are emerging themes (Dumay, 
Guthrie & Farneti, 2010; Fiorino, 2010; Janowski & Estevez, 2013; Larrson & 
Grönlund, 2014, 2016). Technology helps redesign and implement public 
management reform for driving change and enables public organizations to 
proceed towards a sustainable development over time by enhancing democratic 
and civic values for creating public value and redefining the relationships with 
citizens and communities for building and maintaining public trust through a 
citizen-centered collaboration proceeding towards a sustainability perspective 
focusing on the dialogue of values in the public sector (Bryer, 2006; Cordella & 
Bonina, 2012; Goodsell, 2006; Larsson & Grönlund, 2014, 2016). 
 
New technologies help public organizations to develop an open government, to 
enhance and modernize core processes by managing information and knowledge. 
Sustainable public organizations should embrace and use technology in order to 
develop a knowledge management approach to enhance openness as a public value 
between ensuring transparency and promoting accountability, to sustain values of 
democracy by fostering participation and engaging citizens in public policies 
choices encouraging the active participation of citizens in policy making. 
 
The study is organized as follows. Following the introduction, in the second 
paragraph, the role of information and communication technologies (ICTs) as 
means for rethinking public organizations as responsive institutions seeking 
sustainability is elucidated. In the third paragraph, the relationships between 
knowledge management and technology are elucidated in order to explain how 
public organizations tend to develop as knowledge oriented and technology-driven 
organizations. In the fourth paragraph, it is explained how information and 
communication technologies orient and drive public organizations to follow a 
knowledge approach, promoting openness between transparency and 
accountability, revitalizing democracy by encouraging citizen participation, 
sustaining co-production of public services for public value creation. In the fifth 
562 | Mauro ROMANELLI 
Rethinking Public Organizations as Knowledge-Oriented and Technology-Driven Organizations  
 
paragraph, a framework is presented in order to identify how technology helps 
rethink public organizations as knowledge and information oriented organizations 
selecting different a path between fostering openness between transparency and 
accountability, encouraging participation from information provision to active 
participation and involving people to act as citizens or co-producers of public 
services. Finally, conclusions follow. 
 
 
Rethinking public organizations following an approach sustainability-
oriented by introducing and managing information and communication 
technologies 
 
Introducing technology in government helps public sector management reform and 
offers the promise of delivering high quality of public services, providing efficiency, 
reshaping governance by enhancing transparency, accountability, and participation 
(Torres, Pina & Royo, 2005). Public organizations as responsive institutions 
embracing technology for driving change and innovation serve the public interest 
as a result of dialogue with citizens developing sustainable policies for 
communities, building cooperation and encouraging a citizen-centered public 
management by interacting with citizens as partners, opening to learning and 
change (Bryer, 2006; Cooper, Bryer & Meek, 2006; Dawes, 2008; Denhardt & 
Denhardt, 2001, 2003; Moore, 1995). 
 
Public organizations contribute to democratic life sustaining public trust by 
providing efficiency, effectiveness, legality, and fostering integrity, involvement, 
and fairness (Goodsell, 2006). Public organizations have to rethink how to develop 
environmental, economic and social sustainability as the principle of governance 
driving action across policy sectors (Fiorino, 2010) managing information and 
knowledge (Dumay, Guthrie & Farneti, 2010) and embracing technology to 
promote citizenship and encourage public discussion, dialogue and participation of 
citizens in the policy process as a result of dialogue and shared values (Bourgon, 
2007). Public organizations seeking a path leading to sustainability have to develop 
knowledge strategies in order to manage uncertainty becoming intelligent 
organizations (Bratianu & Bolisani, 2015; Bratianu et al., 2006). 
 
Introducing technology in democratic and administrative processes of government 
refers to the concepts of e-government and e-governance. E-government refers to 
use of information technology in order to enable and improve the efficiency of 
government services for citizens and businesses, to empower citizen in access to 
government information or making citizen-government interaction more efficient 
and effective (Fang, 2002; West, 2004), sustaining governmental accountability in 
order to increase process-based trust by improving interactions with citizens (La 
Porte, Demchak & De Jong, 2002; Tolbert & Mossberger, 2006). 
 
E-governance refers to the use of ICTs for driving a citizen-focused government 
building collaboration networks for citizen participation (Qian, 2001) in order to 
strengthen a dynamic and democratic interaction between government and citizens 
in order to enhance transparency, accountability and participation in the 
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democratic political process altering or creating new governance structures or 
processes (Bannister & Connolly, 2012; Dawes, 2008) by increasingly promoting a 
meaningful citizen engagement (Panagiotopulos, Al-Debei, Fitzgerald & Elliman, 
2012) for creating and sharing knowledge by involving people, civil society, 
government and businesses (Al-Sudairy & Vasista 2012). 
 
ICTs contribute to enhance public services, to ensure quality and cost-effective 
operations, to engage citizens and support public sector reform (Dawes, 2008) 
driving public institutions to enforce democratic public values as impartiality, 
equity, honesty, fairness and responsiveness in government (Bingham, Nabatchi & 
O’Leary, 2005; Cordella & Bonina, 2012; Misuraca, Broster & Centeno, 2012; 
Tolbert & Mossberger, 2006). Janssen and Estevez (2013, p.6) refer to electronic 
governance as a means for driving the sustainable development as related to “the 
use of ICT to support public services, public administration, and the interaction 
between government and the public, while making possible public participation in 
government decision-making, promoting social equity and socio-economic 
development, and protecting natural resources for future generations”. 
Sustainability as a dynamic process and ongoing dialogue of values on general 
issues (Larsson & Grönlund, 2014, 2016) rely on the use of technology in 
government and governance. 
 
ICTs are leading citizens, businesses and public organizations towards a digital -
era-governance relying on reintegration (re-governmentalization, reengineering 
back office functions, network simplification), needs-based holism (client-based 
reorganization, data warehousing, agile government processes) and digitization 
processes (electronic service delivery, new forms of automated processes, 
isocratic administration and co-production, open book government) (Dunleavy, 
Margetts, Bastow & Tinkler, 2005). Technology in government processes is 
becoming a key source of modernization and reforming public organizations 
empowering citizens, businesses and other stakeholders (Gil-Garcia & Martinez-
Moyano, 2007), leading to a smart government enhancing citizen centricity, 
sustainability, participation, innovation and creation, technology savyness (Gil-
Garcia, Zhang & Puron-Cid, 2016), sustaining a lean government doing more with 
less and enhancing collaboration with public, using capabilities, intelligence and 
resource existing in the society (Janssen & Estevez, 2013). 
 
 
Developing public organizations as knowledge oriented and technology-
driven organizations 
 
Knowledge is seen as the most important strategic asset within organizations 
proceeding towards sustainability (Davenport & Prusak, 1998). Introducing and 
successfully developing knowledge management systems and promoting an 
organizational culture knowledge oriented are considered as a very relevant 
challenge to face in the public sector organizations (Edge, 2005). Investigating the 
aspects related to knowledge management in the public sector is becoming an 
emerging and relevant research theme and area even if the literature on knowledge 
management in the public sector field is fragmented, not cohesive and unitary. In 
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particular, it should be necessary and useful to investigate how public sector 
organizations tend to use and manage knowledge for designing, implementing and 
improving efficiency and quality of public services (Mussari et al., 2015). 
Governments driving change and innovation have to introduce knowledge 
management in order to make more efficient and effective public administration, to 
improve democratic principles and promote human development (UNPAN, 2003). 
Knowledge management has the potential to transform public sector organizations 
through the distribution and use of information and knowledge supported by new 
technologies. There is a coherence between organizational change strategies on 
information technology and knowledge management (Bloodgood & Salisbury, 
2001). Introducing knowledge management practices and systems helps drive and 
accelerate change and innovation within public sector (Edge, 2005). Public 
organizations should develop a knowledge management approach for developing 
policy-making and better ensuring high quality and efficiency of public services 
delivery investing in people, processes, technology, leadership and culture (Cong & 
Pandya, 2003; Girard & McIntyre, 2010; Leibowitz, 2003; Riege & Lindsay, 2006) 
searching for dialogue and promoting interaction with citizens by embracing 
technology because knowledge belongs to communities and flows through 
communities (McDermott, 1999). 
 
Managing knowledge as a fundamental resource in public policy formulation 
implies to design and implement information systems by employing technology for 
improving the organizational responsiveness of government to social needs 
engaging citizens (Gates, 1975; Henry, 1974). Leveraging knowledge relies on 
designing human and information systems in order to sustain information and 
knowledge sharing and integration within the community (McDermott, 1999). 
 
Knowledge management refers to know what an organization knows and implies to 
transform data into information as a strategic resource to be valued and used 
(Bellamy, 2003). Building information based organizations knowledge oriented is 
becoming a relevant challenge for public sector organizations managing 
information and knowledge by developing and shaping a network society where 
digital networking and communication technologies enable the capacity to create 
knowledge and manage information (Castells, 2005; Drucker, 1988). 
 
Technology can play a relevant role in sustaining knowledge management within 
public organizations as means for capturing, storing, transforming and 
disseminating information. Public sector organizations support citizens using on 
line services and ICTs by developing content-oriented and user-oriented 
technological infrastructures (Reinslau, 2006). 
 
Technology creating a knowledge network by developing government intranet 
(Leibowitz, 2003) helps construct a successful knowledge management model 
(Girard & McIntyre, 2010). Today, the information technology related to knowledge 
management (e-knowledge management) plays an important role in managing 
processes within public administration. The use of digital information and 
communication technology helps support a different form of knowledge 
management with regard to policy formulation, development, and implementation 
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enabling citizens to exert influence on policy formulation and definition (Snellen, 
2003). Technology helps sustain knowledge sharing and enables knowledge 
management within public organizations connecting people with information 
(Cong & Pandya, 2003). 
 
In the public sector, ICTs contribute to sustaining knowledge management design, 
development, and implementation (Suurla, Makkula & Mustajarvi, 2002). Web 2.0 
technologies contribute to enriching knowledge management perspective and 
opportunities (Levy, 2009). Social media provide new opportunities for 
transforming knowledge sharing by increasing transparency, participation, 
accountability and cooperation (Mergel, 2011). Technology and ICT infrastructure 
help facilitate communication and access to knowledge resources (Misra, Hariharan 
& Khaneja, 2003), lead to promote knowledge sharing (Gorry, 2008), foster the 
development of information and knowledge sharing within organizations involving 
government, businesses and citizens to cooperate and create public and social 
value within knowledge society. Technology is enabling government organizations 
to create knowledge as a source for improving the productivity and the 
performances (Fang, 2000) and to sustain the creation of knowledge assets and the 
performance of knowledge transfer (Syed-Ikhsan & Rowland, 2004). 
 
People, processes, and technology are the main drivers fostering the introduction of 
knowledge management systems and approaches for rethinking public 
organizations able to create public value by sustaining learning processes and 
knowledge creation and sharing involving citizens, businesses and other 
stakeholders (Cong & Pandya, 2003). Public organizations as sustainable and 
knowledge based organizations using, disseminating and sharing knowledge 
related to social and environmental issues (Leon, 2013) have to develop a 
knowledge strategy to be implemented in organizational and technical 
architectures (Zack, 1999) as the own way of dealing with information and 
knowledge (Tseng, 2008) in order to ensure the quality of service (Sher & Lee, 
2004) by embracing new technologies in order to develop information and 
knowledge management and sharing by enhancing decision making fostering 
effective citizens participation (Riege & Lindsay, 2006; Wiig, 2002). Information 
may support knowledge as the outcome of a knowledge process (Bluementritt & 
Johnston, 1999) but information management and knowledge management 
systems require different technologies (Zack, 1999) Governments managing 
knowledge and technologies tend to maximize the knowledge of decision makers 
before solutions are applied by developing transparent processes that facilitate 
effective two-way transfers of knowledge between public organizations and 
stakeholders to better develop sustainable policy solutions (Riege & Lindsay, 2006) 
Thereby, in the public sector knowledge management seems to be still in its infancy 
even if technology-based tools for knowledge management are rapidly developing 
while information management systems are well developed (Cong & Pandya, 2003; 
Wiig, 2002). 
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How technology helps rethink and re-address public organizations 
rediscovering a knowledge-based approach: promoting openness, 
encouraging participation and sustaining co-production of public services 
 
Public organizations as responsive institutions interacting and dialoguing with 
citizens should improve social and democratic performances for developing better 
policies: rediscovering knowledge as critical source and following a knowledge 
management approach by promoting openness between ensuring transparency and 
building accountable relationships with citizens and various stakeholders; by 
opening up to participation and encouraging citizens to move from passive 
information access to actively participate and be included in democratic processes; 
by sustaining the co-production of public services as a means for driving citizens 
and public organizations to create sustainable social and public value. Promoting 
openness, encouraging participation and fostering democracy, sustaining the 
collaboration between citizens and public administration for co-production of 
public service help rethink and re-address public organizations as knowledge 
oriented, knowledge and information based organizations creating and maintaining 
public value managing processes and communication for enhancing the wealth of 
communities. 
 
Promoting openness between transparency and accountability 
 
Transparency is a fundamental value and a key element for policy processes in 
democratic societies. People have the right to access to government information. 
With regard to public sector transparency can be defined as the availability of 
information about public administration in order to permit to citizens to oversee 
government performance (Meijer, 2013). The Internet has increased the access to 
government information. Technology is driving public institutions to build an open 
government leading citizens to oversee government policies and evaluate both 
correctness and legitimacy of public administration. Introducing technology in 
government offers new opportunities for making public organizations as open and 
responsive institutions willing to serve the interest of citizens (La Porte et al., 
2002). Transparency should contribute to promote and increase government 
accountability by providing information as strategic asset for citizens about what 
governments are doing (McDermott, 2010). Information technology offers a useful 
opportunity to enhance public trust and citizen satisfaction improving 
transparency, effectiveness and policy participation, reducing corruption in public 
administration keeping government honest by exerting pressure on public sector 
performances (Moon, 2003). 
 
Democratic institutions have to behave as transparent organizations in order to 
increase and restore the trust of citizens. Internet technologies significantly enable 
transparency that strengthens the legitimacy of public institutions (Curtin & Mejier, 
2006; Grimmelikhuijsen, 2009). New technologies favor the development and 
implementation of a citizen-centered transparency in order to engage citizens and 
increase accountability and participation in government affairs (Jaeger & Bertot, 
2010). 
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Public organizations can be transparent but not accountable institutions. 
Transparency does not automatically lead to accountability. Transparency and 
accountability are conceived along a continuum. While transparency implies 
dissemination and access to available information, the accountability requires the 
capacity to produce answers. Democratic institutions as transparent organizations 
tend to restore the relationship of confidence with citizens because interactivity 
and increased transparency lead to building the trust of citizens in government and 
their acceptance of public institutions (Welch & Hinnant, 2003). Thereby, the 
Internet as means for ensuring policy discussion, accountability, and evaluation 
from citizens is still in its infancy (Pina, Torres & Royo, 2010; Wong & Welch, 
2004). 
 
Revitalizing democracy and participation of citizens 
 
Public institutions need to promote public consultation and encourage citizens to 
participate in searching for a dialogue and creating knowledge for defining better 
policy choices. ICTs contribute to reinforce representative democracy and address 
direct forms of democracy in order to facilitate public discussion and consultation 
for policy-making (Bellamy, 2003). New technologies are leading public 
organizations to behave as responsive and collaborative institutions strengthening 
forms of democracy and encouraging the participation of citizens by engaging them 
in contribution to public policies choices ranging from information to active 
participation. Public institutions should promote participation by new technologies 
for building a fair and efficient society and government valuing knowledge research 
for analyzing and solving public problems (Saebo, Rose & Flak, 2008). E-
participation as knowledge, interactive and collaborative, the dynamic process 
enables participatory and democratic initiatives, empowering, open and 
trustworthy systems (Islam, 2008; Sanford & Rose, 2007). 
 
Increasingly technological developments contribute to enhance and strengthen 
participation in order to develop the policy process as result of dialogue and shared 
values, knowledge creation and sharing through interaction between public 
institutions and people (Grönlund, 2003). According to a civil society model 
technology should encourage connections between citizens in order to enhance the 
degree and quality of public participation in government, to promote public debate 
and sustain an informed and critical citizenry. Technology helps the government to 
encourage the active participation by which citizens are empowered to actively 
participate in the policy making process (partnership) (OECD, 2003), leading 
citizens to exert influence on policymaking and support the democratic decision-
making processes (Korac-Kakabadse, Korac-Kakabadse & Kouzmin, 2003), 
improving the quality of opinion formation and opening new spaces of information 
and deliberation (Trechsel, Kies, Mendez & Schmitter, 2003). Developing 
consultative and participatory models of interaction between government and 
citizens helps build better policies by searching consensus and knowledge sharing 
(Chadwick & May 2003). ICTs permit to improve quality of information exchange 
government-citizens fostering the participation of citizens in decision-making 
processes and enhancing the development of a deliberative and strong democracy 
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where the citizen can act as an opinion former. Participation is seen as a means for 
providing education (Ǻström, 2001; Päivärinta & Sæbo, 2006). 
 
Sustaining co-production of public services 
 
Public organizations are following a public value management paradigm based on 
trust, legitimacy and outcomes as performance objectives (O’Flynn, 2007) involving 
people in networks and partnership centered on respect and shared learning 
(Stoker, 2006). Citizens, clients and governmental organizations tend to behave as 
active co-producers of public value (Moore, 1995). New technologies empowering 
the citizen as responsible partner in public services delivery (Linders, 2012) are 
leading to a networked coproduction of public value coherently with a 
community/citizen centered approach where citizens interact with government 
agencies and contribute to co-production by using electronic processes (Dunleavy 
et al., 2005; Meijer, 2011). Internet-enabled collective co-production enriches 
decision making and benefits more people than those directly participate in the 
process (Bovaird & Loeffler, 2009). Public service organizations have to build and 
maintain trust-based and long-term relationships sustaining collaboration and 
cooperation with various stakeholders, users and citizens in order to better ensure 
efficiency, quality and sustainability of public services (Osborne, 2006). Co-
production as source of effective performance and innovation in public services 
helps both social inclusion and citizen engagement. Public services are complex 
service systems employing human, organizational and technical elements and 
processes (Osborne, Radnor, Vidal & Kinder, 2014). Co-production should be 
considered as cooperative and voluntary relationship (Brudney & England, 1983) 
in which citizens behave as active co-producers of services they receive in order to 
create public value for society within community valorizing the social exchange 
perspective on the relationship between citizen and government (Alford, 2002). Co-
production relies on partnership and collaboration leading to construct trust 
identification-based in government over time. Thereby, co-production does not 
automatically lead to more trust, and does not address a one-size-fits-all solution 
for variety of services provided by governments (Fledderus, Brandsen & Honingh, 
2014). 
 
 
Rethinking knowledge oriented and technology-driven public organizations: 
a framework of analysis 
 
Technology can drive public institutions to adopt a knowledge orientation 
following a sustainable development for public value creation. Technology helps 
public organizations as responsive institutions rediscovering the importance of 
managing information and knowledge by designing and implementing processes in 
order to sustain transparency and accountability, encouraging citizen participation, 
promoting an aware and active citizenship for policy contribution, paying attention 
to collaboration and networking for co-production of public services. 
 
A framework is presented in order to identify how technology helps rethink public 
organizations as knowledge and information oriented organizations selecting a 
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different path between fostering openness between transparency and 
accountability, encouraging participation ranging from information provision to 
active participation and involving people to act as citizens or co-producers of public 
services (fig. 1). 
 
Public organizations as information and knowledge oriented organizations 
interacting with citizens by embracing technology can follow a different path by 
strengthening openness, transparency, and access to government information, 
enhancing accountability and active citizenship by encouraging citizen engagement 
and democratic participation, involving citizens as co-producers of public services. 
 
Public organizations as information oriented organizations tend to restore the 
relationship with citizens by enabling them only to access to government. Public 
organizations following a knowledge management approach enable citizens to 
participate to be included in decision-making processes. 
 
 
Figure 1. Rethinking public organizations proceeding towards a knowledge 
approach technology driven 
 
Public organizations behave as open and transparent institutions following an 
information management orientation by managing technology for modernizing 
services and processes for ensuring the access of citizens to government data and 
information. 
 
Democracy implies that citizens, associations, public administration, businesses 
and other stakeholders have to build a dialogue for better improving knowledge 
about public policies and problem solving. Democratic public organizations select a 
knowledge orientation by sustaining openness and transparency providing access 
to government information through websites, privileging one-way communication 
and limited consultative processes in order to activate mechanisms of public 
accountability. Public organizations as information oriented institutions are still in 
an early stage in understanding the role and contribution of citizen participation for 
developing policy making as an opportunity for building consensus and knowledge 
about public choices by involving and engaging citizens. 
 
Public organizations as information oriented organizations encouraging co-
production of public services tend to build cooperation and collaboration with 
citizens following a citizen-centered public management perspective. Public 
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organizations co-producing public policy and value with citizens tend to develop a 
knowledge management approach in order to improve internal processes and 
behave as accountable institutions engaging citizens in the policy process as a 
result of dialogue and consensus, by developing an active participatory democracy 
sustaining a two-way communication, involving citizens to contribute and act 
through e-petitions, e-consultations and social media to gather inputs and receive a 
feedback on policy design. Public organizations proceeding towards co-production 
of public services tend to develop a participatory democracy making citizens as 
responsible partners and active participants in policy choices and design of 
services. 
 
Public organizations are seeking a path towards a sustainable development by 
privileging an information or knowledge management approach, promoting 
openness, transparency, and participation by constructing accountable 
relationships with citizens. Open government implies to sustain transparency and 
accountability in order to encourage the involvement of citizens in res publica 
ranging from merely information provision to sustaining active participation. The 
path driving public organizations to behave and act as sustainable organizations 
knowledge based and oriented relies more and more on citizens feeling to 
contribute being continuously prone to gather information and acquire new 
knowledge in order to give inputs and make better proposals before proceeding 
towards the construction of policies and initiatives for creating public value in a 
changing and dynamic social, economic and institutional environment. 
 
 
Conclusions 
 
Technology opens up new opportunities for public institutions and citizens building 
public trust by rediscovering role and meaning of their relationships based on 
shared values and responsibilities. Introducing technology in government permits 
to design and implement reform for change and innovation within public 
administration. Technology helps public organizations to rediscover the role of 
knowledge as a source for building dialogue and partnership for creating public 
value and driver for leading to sustainable public management. Public 
organizations as responsive institutions have to use strategically the potential of 
technology for developing a knowledge management approach for creating and 
maintaining public value by interacting and searching for a dialogue with citizens to 
better develop and implement public policies. Sustainable public organizations are 
managing knowledge developing the potential of new emerging and interactive 
information and communication technologies in order to redefine and restore the 
relationship with citizens improving openness in order to strengthen public and 
civic values by ensuring transparency and promoting accountability, fostering 
active participation and citizenship, engaging citizens in debating public policies 
choices. 
 
Sustainability implies that public administration should appear as open, 
transparent, democratic and accountable institution managing knowledge and 
engaging citizens to have access to information in order to acquire knowledge and 
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contribute to sustaining new knowledge creation and sharing for realizing positive 
outcome for society. The concept of sustainability refers to public organizations 
continuously proceeding towards change and innovation being ready for a change 
by developing new channels of communication and implementing new mechanisms 
and forms of citizen participation by challenging traditional structures and patterns 
of authority by enabling a two-way, interactive and intense relationship between 
the community and public organizations for improving governance and 
management of res publica. Technology enables new opportunities for people, 
citizens, organizations designing and developing communities and government as 
knowledge-oriented organizations, technology-enabled, accountable and 
participatory-driven, encouraging citizens to actively participate to be included in 
democratic policy processes for creating public value. 
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